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FIG. 2A 



User Accesses Internet and 
Views Various Web Pages 



JO 



User Requests to Talk with an Agent 
of the Organization Associated with 
the Current Web Page Being Viewed 



I 



The Web Server Providing the 
Current Web Page Identifies the 
URL of the Current Web Page 
Being Viewed 
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Obtain Telephone Number 
from User for a Return Call 
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Initiate Telephone Call Using 
the User-Provided Telephone Number 



Notify User that a 
Return Call Cannot 
be Initiated 



Verify that the Person Answering 
the Telephone Call Wants to 
Talk to an Agent 




End 




FIG. 2B 




Web Server Generates a Request to 
Connect an Agent to the Person 

Answering the Telephone Call (the 
Request Includes the URL of the Web 
Page Being Viewed by the User) 
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Web Server Transmits the Request to 
a Telephony Server 



Telephony Server Selects an Agent of 
the Organization and Transmits the 
URL to the Selected Agent's 
Telephony Desktop Application 
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Telephony Desktop Application Transmits 
the URL to a Web Browser, Which 
Retrieves and Displays the 
Corresponding Web Page 
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Telephony Server Establishes a Voice 
Connection Between the User and the 
Selected Agent of the Organization 



I 



End 



FIG. 4 



User Calls a Telephony Server 
Having Web Capabilities 
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Telephony Server Identifies the 
Caller's Telephone Number 
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Telephony Server Identifies Various 
Information About the Caller Based on 
the Caller's Telephone Number 
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Telephony Server Generates a Web Page 
Containing the Caller's Telephone Number 
and Other Information About the Caller 
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Telephony Server Assigns a URL ~ 75 

to the Web Page Generated 



Telephony Server Selects an Agent to 
Receive the Call and Transmits the URL to 
the Selected Agent's Telephony Desktop 
Application 
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Agent's Telephony Desktop Application 
Opens the URL on a Web Server 
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CTI Server Retrieves the Corresponding 
Web Page and Provides the Web Page to S4 
the Agent's Telephony Desktop Application 



Telephony Server Establishes a 
Voice Connection Between the Caller 56 
and the Selected Agent 



